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VENDOR INPUT 

26. Describe how your framework supports customization. 
a. Does it support No-Code or business user customization? 
b. Can end users perform customizations or is it offered via professional services? 

Please see our below response to items a and b. 

Agency developers have complete access to FastVS business rules-the parameters that allow an agency 
to tailor the software to meet existing, new, and evolving business requirements. Our experience on 
multiple projects has shown that approximately 80% to 90% of agencies' administration functions can 
be impl~mented in our software through configuration. Our clients are therefore able to implement the 
vast majority of their busines$ requirements in FastVS with no need for development of custom code. 
Agency personnel at many FAST project sites are involved in configuring our software to accommodate 
legislative and new-year fee and procedural changes, which can be implemented in a fraction of the 
time required under our clients' legacy systems. 

While maximum flexibility through configuration ls a primary design goal of the software, not every 
aspect of FastVS is configurable. Some truly unique interfaces, forms, correspondence, or other 
elements may require programming of custom components to support specialized functions. These site 
components are programmed by FAST developers and can be maintained, enhanced, or augmented by 
the agency. 

27. Describe your post go-live support capability. 
FAST offers multiple levels of maintenance and support for the years following the implementation 
period. Maintenance does not apply to site:..specific modules, configurations, network, databases, 
training or items that are covered under Support Services. Maintenance includes the following 
eJements: 

Level 1-Annual product maintenance. This level does not include full.-time on-site FAST resources. This 
level Includes items such as: 

a. Access to service packs 
b. Access to new versions of FastVS 
c. Access to new and revised documentation 
d. Phone support 
e. Defect repair - we fix FastVS bugs at no cost 

Most of our clients have found that some degree of assistance and support from FAST experts has 
proven beneficial. Therefore, we offer two additional levels of support. 

Level 2 Support-In addition to what is included in Level 1, this level provides on-site FAST personnel to 
ensure that all system defects are resolved. This provides a continuing warranty of not just the licensed 
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FastVS software, but t he entire system including site code, extensions, and configurations (equivalen t to 
Warranty Period coverage). 

Also, please note that these services do not include ma ki ng modifications or enhancements t o the 
system (such as implementing new case types/flows), nor do they include implementing legislative 
changes. The agency can supplement these services with addit iona l on-site support as needed on a 
t ime-and-materials basis. 

Level 3 Support - In addit ion to the activit ies that are included in Levels 1 and 2, t his level provides on­
site FAST personnel to ensure that service packs and new versions of FastVS are inst alled. Th is level 
ensures that the agency will always run the latest ve rsion of our products. This is highly unusua l in t he 
ind ustry. While FAST provides this level of support to most our clients, we know of no competitor in this 
market space that has been consistently accomplishing this (that is, implementing new major upgrades 
of their software at a pre-determined fixed price). 

The agency can supplement these services with additional on-site resources to implement modifications 
or enhancements to the system (such as implementing new case types/flows), or to implement 
legislat ive changes. 

For budget ing purposes, we recommend that the agency plan on some level of ongoing maintenance 
and support so that funds are available if needed. We strongly encourage agencies to view their new 
system as a significant undertaki ng that warrants continued invest ment to ensure the solution keeps up 
with the business and technology landscape. Ten years afte r a project is complete, we expect that the 
agency would prefe r a state-of-the-art system that runs on current technology, rather than a system 
that is ten years old. 

Time and Materials Support 
Many of our clients supplement Level 2 or Level 3 support se rvices with addit ional on-site resources on 
a t ime-and-materials basis t o assist with tasks such as: 

• Prioritization and management of solut ion requests 
• On-call production support 
• Coordinat ion with the FAST Development Center 
• Configurat ion assistance 
• Application development 
• Best practices recommendations 
• Implementation of legislat ive/business changes to existing progra ms 
• Performance tun ing 
• Database maintenance, analysis, and review 
• Supplemental use r, deve loper, or operator training 
• Other consulting and services requested by t he agency 
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ACKNOWLEDGEMENT OF ADDENDUM 1 

This addendum shall become part of the RFI and must be returned with, or acknowledged in, 
the Response. 

RESPONDER NAME: James Harriso 

SIGNATURE: »~ 
TITLE: A~ Signatory 

DATE: May 24, 2018 
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